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BRL-105: CUSTOMER SERVICE MANAGEMENT

Time : 3 Hours Maximum Marks : 100

Note : Attempt any five questions. All questions

carry equal marks.

1. What do you understand by customer service ?
Describe the ways to deliver effective customer

service with examples. 8+12

2. (a) What are the various kinds of Customer
Services ? Discuss with the help of

examples. 10
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(b) How can you provide Quality Service ?

Discuss. 10

Describe the different ways to handle
objections.  Support your answer with

examples. 20

What is Customer Experience Management ?
Explain the key areas of Customer Experience

Management. 20

Describe the significance of customer loyalty.
How can you build customer loyalty ? Discuss

with examples. 20

Explain the different strategies for service
recovery in  marketing. Give  suitable

examples. 20

(a) Explain the innovations in Customer

Services. Give examples. 10

(b) Discuss the benefits of innovations in

Customer Services. 10
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8. Write notes on any two of the following : 10+10
(a) Testimonial close
(b) Total perceived quality

(¢) Net Promoter Score (NPS)

(d) Challenges of customer communication

through technology
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